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SERVICE OPERATIONS ASSIGNMENT — ACTION PLAN

e Specific @ Measurahle 0 Relevant ° Time bound
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What is your goal? What do you want to achieve? From what metric? To what metric? By what date?
Example: “I will decrease my 5K run time from 30 minutes to 21 minutes by June 15, 2020.”
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*Utalize parts runner delivery to minmize/shorten guest wait times, while improving tech efficiency* Goal would
be to decrease guest wait time by 20-30 minutes , tech wait time for parts by 5-10 minutes.

Reduce tech delays, having to pull vehicles in & out multiple times due to parts not being readily available.
*Revamp Tech Schedule* In order to create greater business hours coverage while still offering flexable
schedules*

*Develop specific parking lot structure/vehicle placement process*

*Establish a strong WIFI Connection in the backlot*

How does this goal align with or support your dealer’s vision?
What are the BENEFITS of achieving your goal? What are the CONSEQUENCES if you don’t?
Why is this goal important to you?

R

Long wait times have been a store opportunity to improve upon. Guest are more likely to come to business at
our store if they know the process is going to be expedited. Becuase of delays while the vehicle is here, or
delays with being able to be accodmiated in a timely manner guests may choose to go elsewhere.

The more efficent the tech is, it ultimatly improves the guest experiance and makes it easier for the advisor to
assist the guest.

Much time is lost looking for vehicles due to the store having multiple levels, this in turn decreases the tech's
efficency signifcantly, causing lost hours and time delays

Not having WIFI is a huge time delay for the techs, causing vehicles to taken much longer to be repaired.

In short, we need to be fully capable to handle anything that come in being a high-volume store.

One main goal would that the store has is to minimize the "tech standing, waiting for work" excuse to where we
can always keep the tech as efficent as possible.
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FIXED OPERATIONS 2 — SERVICE

What specific actions or steps will you take to accomplish your goal? What will you do differently or

improve?

For each, be sure to include necessary resources, who is accountable, the measurable result, and dates.

0000

SPECIFIC ACTION/
STEP

NECESSARY
RESOURCE(S)

ACCOUNTABLE
PERSON(S)

EXPECTED RESULT

START, END, &
CHECK POINT
DATES

Parts Delivery to
techs

Parts Runners

Parts Counter
associates/Parts Mgr

Improved tech
efficiency.

Monitor progress
daily/weekly/monthly

only to pull vehicles
in and out/find cars

Foreman/Dispatcher

working on the
vehicles.

Modify tech Everyone on board [techs/shop Give the shop the See in a month span
schedule to understand the foreman/service ability to get a how the process is
need/demand manager greater amount of working

work done daily ,

while not asking

mare hoiire
Dedicated vehicle Employ Specific Drive greatly increase Benefit should be
runners for Shop Valets to work [Mangers/Service tech efficency so seen immediatly if
service/shop valet diretly with the shop |Manager/Shop they can stay this were to happen.

Establish a strong New Managers/Shop Give techs ability to | This would be a
WIFI Connection in  [Antennas/service Foreman/Maintenanc|go programs/health |huge increase in
the backlot e Tech scans in vehicles production one day
that are towed in, one.
rather than having to
find alternatives
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NADA c.n

SERVICE OPERATIONS HOMEWORK — ACTION PLAN

!

How will you track your progress? Where will you find the information? How often will you check in?
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Guest Feedback will be immediatly apparent.

Stress Levels of associates will decrease

Shop will be able to take on more work

Production will increase, significantly.

We can track some of this using the loaner turn around report, tech hold/days down report.

Potential Obstacles? Potential Solutions?
Willingness of the staff to adjust to the change. offer schedule solutions
Ensuring we have proper coverage with making dedicate an associate in parts to monitor MPI
the change, while still being able to provide a and deliver parts immediatly after being
flexable work schedule. requested .
Cost - Hiring new staff or purchasing additional Perform a cost/benefit analysis to show how
WIFI long it it is currently taking to perform repairs
Ensuring that the associates adhere to the new needed on tow in's (tech time, days down)
process's . Continue to show associates the benefit.

BOTTOM LINE! What is the financial impact (expressed in dollars) of achieving your goal?

0000

Greater opportunities to capture the sale while the vehicle is in the stall initally. Expected improvement would be
over several catagories (ELR,HPRO,$ Sold) Store capacity will be greatly increased

CONGRATULATIONS! You’ve accomplished your goal! You added or adjusted policies, procedures, and
behaviors. Now what? How will you ensure you and your staff do not fall back into the previous habits
that produced poor results? Be specific.

Hold accociates accountable, always be following up with how performance and flow is going. Keep track of
hold overs daily while monitoring special order requests, vehicle days down report.
Ask for guest and associate feedback .. continue to also be looking for process improvements
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	How does this goal align with or support your dealers vision: *Utalize parts runner delivery to minmize/shorten guest wait times, while improving tech efficiency* Goal would be to decrease guest wait time by 20-30 minutes , tech wait time for parts by 5-10 minutes.

Reduce tech delays, having to pull vehicles in & out multiple times due to parts not being readily available. 

*Revamp Tech Schedule* In order to create greater business hours coverage while still offering flexable schedules* 

*Develop specific parking lot structure/vehicle placement process* 

*Establish a strong WIFI Connection in the backlot* 










	2020 National Automobile Dealers Association All Rights Reserved: Long wait times have been a store opportunity to improve upon. Guest are more likely to come to business at our store if they know the process is going to be expedited. Becuase of delays while the vehicle is here, or delays with being able to be accodmiated in a timely manner guests may choose to go elsewhere. 

The more efficent the tech is, it ultimatly improves the guest experiance and makes it easier for the advisor to assist the guest. 

Much time is lost looking for vehicles due to the store having multiple levels, this in turn decreases the tech's efficency signifcantly, causing lost hours and time delays 

Not having WIFI is a huge time delay for the techs, causing vehicles to taken much longer to be repaired. 

In short, we need to be fully capable to handle anything that come in being a high-volume store. 

One main goal would that the store has is to minimize the "tech standing, waiting for work" excuse to where we can always keep the tech as efficent as possible. 


	SPECIFIC ACTION STEPRow1: Parts Delivery to techs
	NECESSARY RESOURCESRow1: Parts Runners 
	ACCOUNTABLE PERSONSRow1: Parts Counter associates/Parts Mgr
	EXPECTED RESULTRow1: Improved tech efficiency. 
	START END  CHECK POINT DATESRow1: Monitor progress daily/weekly/monthly 
	SPECIFIC ACTION STEPRow2: Modify tech schedule 
	NECESSARY RESOURCESRow2: Everyone on board to understand the need/demand 
	ACCOUNTABLE PERSONSRow2: techs/shop foreman/service manager
	EXPECTED RESULTRow2: Give the shop the ability to get a greater amount of work done daily , while not asking more hours 
	START END  CHECK POINT DATESRow2: See in a month span how the process is working 
	SPECIFIC ACTION STEPRow3: Dedicated vehicle runners for service/shop valet 
	NECESSARY RESOURCESRow3: Employ Specific Shop Valets to work diretly with the shop only to pull vehicles in and out/find cars 
	ACCOUNTABLE PERSONSRow3: Drive Mangers/Service Manager/Shop Foreman/Dispatcher
	EXPECTED RESULTRow3: greatly increase tech efficency so they can stay working on the vehicles. 
	START END  CHECK POINT DATESRow3: Benefit should be seen immediatly if this were to happen. 
	SPECIFIC ACTION STEPRow4: Establish a strong WIFI Connection in the backlot 
	NECESSARY RESOURCESRow4: New Antennas/service 
	ACCOUNTABLE PERSONSRow4: Managers/Shop Foreman/Maintenance Tech 
	EXPECTED RESULTRow4: Give techs ability to go programs/health scans in vehicles that are towed in, rather than having to find alternatives 
	START END  CHECK POINT DATESRow4: This would be a huge increase in production one day one. 
	SPECIFIC ACTION STEPRow5: 
	NECESSARY RESOURCESRow5: 
	ACCOUNTABLE PERSONSRow5: 
	EXPECTED RESULTRow5: 
	START END  CHECK POINT DATESRow5: 
	SPECIFIC ACTION STEPRow6: 
	NECESSARY RESOURCESRow6: 
	ACCOUNTABLE PERSONSRow6: 
	EXPECTED RESULTRow6: 
	START END  CHECK POINT DATESRow6: 
	SPECIFIC ACTION STEPRow7: 
	NECESSARY RESOURCESRow7: 
	ACCOUNTABLE PERSONSRow7: 
	EXPECTED RESULTRow7: 
	START END  CHECK POINT DATESRow7: 
	SPECIFIC ACTION STEPRow8: 
	NECESSARY RESOURCESRow8: 
	ACCOUNTABLE PERSONSRow8: 
	EXPECTED RESULTRow8: 
	START END  CHECK POINT DATESRow8: 
	A: Guest Feedback will be immediatly apparent. 

Stress Levels of associates will decrease 

Shop will be able to take on more work

Production will increase, significantly. 

We can track some of this using the loaner turn around report, tech hold/days down report. 




	A_2: Willingness of the staff to adjust to the change.

Ensuring we have proper coverage with making the change, while still being able to provide a flexable work schedule. 

Cost - Hiring new staff or purchasing additional WIFI 

Ensuring that the associates adhere to the new process's . 


	A_3: offer schedule solutions 

dedicate an associate in parts to monitor MPI and deliver parts immediatly after being requested . 

Perform a cost/benefit analysis to show how long it it is currently taking to perform repairs needed on tow in's (tech time, days down) 

Continue to show associates the benefit. 
	R: Greater opportunities to capture the sale while the vehicle is in the stall initally. Expected improvement would be over several catagories (ELR,HPRO,$ Sold) Store capacity will be greatly increased 
	S: Hold accociates accountable, always be following up with how performance and flow is going. Keep track of hold overs daily while monitoring special order requests, vehicle days down report. 

Ask for guest and associate feedback .. continue to also be looking for process improvements 


